Purpose -Improving employee's performance has always remained an area of concern in the hospitality industry where employees' performance is related to customers' satisfaction. The inadequacy of research work on demographics and organization variables' influence on contextual and task performance has led to present research. Thus, the purpose of this study is to identify role of demographic and organizational variables in affecting contextual and task performance of hotel employees.
Introduction
The hospitality industry, which depends on the efficacy of its employees, is a major service industry that has significantly contributed to the economic development of India. As per the Indian Brand Equity Foundation (IBEF) (2017) constant transformation has made the Indian hotel industry more functional and practical gaining acceptance the world over. In India tourism accounts for 7.5 per cent of the GDP and is the third largest earner of foreign exchange for the country (World Travel and Tourism Council's Economic Impact, 2016) . The growth and increasing competition in the hospitality industry have caused even the front runners of the industry to reevaluate their practices and identify areas of improvement.
The hotel industry in India is widespread and as per the credit analysis & research (CARE) rating report: industry research on Indian hotels (CARE's rating, September 2017), hotels are broadly classified into: star hotels, which consist of 5-D, 5-star, 4-star, 3-star, 2-star and 1-star and heritage hotels classified by the Ministry of Tourism; hotels that have been approved by the Ministry of Tourism, but have not been classified into star category; and licensed hotels, which have acquired a license to provide boarding and lodging facilities from local municipal authorities.
India has several classes of domestic hotel chains, and during 2015-2016, hotels and restaurants accounted for 10 per cent of India's hospitality industry, with a 14.4 per cent growth rate (Hotel Industry -ICSI, 2018). There are 588 branded chain hotels in India (Goibibo) with Sarovar Group of Hotels, Fortune Hotels, Club Mahindra, Taj Hotels, Resorts and Palaces, etc., being some of the common brands.
In the state of Himachal Pradesh particularly, tourism is one of the most important sectors of the economy and is acknowledged as a major growth engine for the future. Though the non-star class of hotels dominates the state is endowed with all the basic resources necessary to make it a thriving tourist destination such as geographical and cultural diversity; natural attractions; clean and beautiful streams, shrines, historic monuments, and friendly and hospitable people (Economic Survey of Himachal Pradesh, 2017) . There has been consistent growth in the number of Indian and foreign tourists to the state. The total of tourists that visited the state in 2005 was 7.13 million and this number was 18.45 million in 2017 (Economic Survey of Himachal Pradesh, 2017) . Thus, for the development of the state it is necessary that tourists be provided with the best hospitality experience to attract even more national and foreign tourists. Increased tourism revenues could not only result in the progress of the state overall but also contribute to the economic development of the country. This can only be achieved if the performance of employees in this industry is enhanced.
The employees in the hospitality industry are not a homogeneous group, but they share a number of common characteristics, which includes a wide range of skilled and unskilled staff; staff may live on the premises; many employees are poorly paid; the staff is often expected to work long and "unsocial" hours; part-time and casual staff are common; labor mobility and turnover is high (Maroudas et al., 2008) . Most studies related to employees as a factor affecting the hotel industry in India have been conducted on the employees of star and brand hotels (Chand and Ranga, 2018; IHCL sustainability report 2017 IHCL sustainability report -2018 , and were mainly confined to hotels of major capital cities of the country, such as New Delhi (Singh and Amandeep, 2017) , Kolkata (Hazra et al., 2017) and Hyderabad and Bangalore (Peshave and Gujarathi, 2014) . However, no studies have been conducted on employees of non-star Contextual and task performance approved hotels in India, like most hotels in the state of Himachal Pradesh. Thus, in the context of the problems faced by employees of this industry, it is essential to study those factors that can help to enhance their job performance, that is, contextual and task performance, so that measures may be taken to adopt different human resource management practices to improve them. Hence, the purpose of this study is to identify different factors, which can affect the contextual and task performance of hotel employees in this hilly state. Along with this, the study gives an insight into the measures, which can be adopted by this industry for enhancing the job performance of its employees. To achieve this purpose, the study aims at the following research objectives: to analyze the effect of demographic variables on contextual performance; to assess the role of demographic variables in affecting task performance of hotel employees; to identify different organizational variables that influence contextual performance of hotel employees; and to assess the role of organizational variables in affecting task performance. This research will not only provide key areas where employees need to be motivated and trained but also will suggest the steps to be taken by the government and organizations involved, to enhance the job performance of employees for the future success of the hotel industry.
Review of literature
The construct of job performance Job performance refers to a record of the results when employees have practiced a job for a certain period (Lawler, 1976) , and is defined as quality and quantity accomplished by individuals or groups after fulfilling a task (Schermerhorn, 1984) . After a certain period of time, measurements of employee's job performance could serve as a criterion for promotions, wage adjustments, rewards, punishments and evaluations. Lee et al. (1999) divided job performance into efficiency, efficacy and quality. Robbins (2005) divided the measurement of job performance into job results, job behavior and personality traits.
According to Goodman and Svyantek (1999) , job performance consists of a task or in-role behavior, and contextual or extra-role behavior. The definition of task performance emphasizes the instrumentality of performance for organizational goals. It refers to those required outcomes and behaviors that directly serve the goals of the organization (Motowidlo and Van Scotter, 1994) . It includes meeting company objectives, effective sales presentations and it varies between jobs within the same organization. In role performance behaviors also contribute directly or indirectly to individual and organizational performance (Behrman and Perreault, 1982) .
Contextual or extra-role performance is defined as discretionary behaviors on the part of an employee that are believed to directly promote the effective functioning of an organization without necessarily directly influencing an employee's productivity (Podsakoff et al., 2000) . Contextual or extra-role performance is defined as discretionary behaviors on the part of an employee that are believed to directly promote the effective functioning of an organization without necessarily directly influencing an employee's productivity (Podsakoff et al., 2000) . Contextual activities, however, are common to many (or all) jobs and are less role-prescribed. They support the organizational, social and psychological environment in which task performance occurs. Behaviors such as volunteering, helping, persisting and so on are probably better predicted by volitional variables related to individual differences in motivational characteristics and predisposition or person-organization fit (Borman and Motowidlo, 1993; Motowidlo and Van Scotter, 1994) .
Studies conducted by different researchers show that problems faced by employees in the hotel industry are insufficient wages, job insecurity, lack of new opportunities, business managers being deprived of managerial qualifications and high job transfer speed RAMJ 13,2 (Cheng and Brown, 1998; Horng et al., 2016) . To overcome these problems, different factors that affect the job performance of hotel employees such as job characteristics, work environment, individual factors, esteem, leadership, among others were identified (Dodd et al., 2015; Bakker et al., 2012; Chughtai and Buckley, 2010) . Previous research studies suggest that among all the various factors affecting the job performance of employees, widely contributing factors are demographic variables, organizational variables, employee engagement and organizational culture (Carrell and Elbert, 1974; Konya et al., 2016; Marcus and Gopinath, 2017) .
Demographic variables and job performance
Variables of age, gender, income, education, region, marital status, etc., are independent variables (Rabindarang, Bing and Yin, 2014) . These variables highlight the demographic characteristics of research participants in different studies on the job performance of employees. Fletchl (2010) observes that: [. . .] how well the employee performs, how many years they are ready to dedicate in service and how well they act in the best interest of the firm's objectives heavily depends on how much the organizations take care of the needs that are related to their demographic characteristics. Hassan and Olufemi (2014) studied demographic variables and job performance and established a significant relationship between age, marital status, educational qualification and gender as demographic variables affecting job performance. Nasir et al. (2011) , in their study of employees of an organization by the name of Behzisty in the central provinces of Iran found that gender, age and education have significant effects on the task performance of employees.
Age is an important characteristic. Mathieu and Zajac (1990) suggested that as the age of employees increases, their options for employment decreases, and hence, they consider their current job to be more favorable. As they grow within the organization, their performance is expected to improve with their maturity up to a certain age, after which their energy levels go down, and thus, performance slows down (Adio and Popoola, 2010) .
Education was negatively correlated with task performance. It did not show a significant association with overall job performance. It is surprising to note that higher education levels did not guarantee higher job performance (Kahya, 2007) . However, in a widely cited work of Ng and Feldman (2009) , education was positively related to task performance. Their metaanalysis study on the relationships between education level and job behaviors showed that education positively influenced core task performance and was negatively related to on the job performance.
Gender also affects the performance of employees (Yammarino and Dubinsky, 1988 ). However, Knudson (1982) believes that given similar exposure, women are as capable as men. According to Ogunleye and Osekita (2016) , gender does not have a significant effect on the work performance of employees. Marital status is of vital importance when studying the performance of employees.
Married employees are more committed and motivated to display higher job performance than single employees because they need a stable job because of their perceived responsibilities toward their families and concerns regarding economic safety (Choong et al., 2012) . Ojeleye (2017) studied the impact of remuneration on employees' performance and found a strong positive correction between total income and job performance of employees.
Organizational variables and job performance Organizational variables are defined as "characteristics of the decision setting (versus characteristics of the decision-maker or the decision) that should influence the decision-Contextual and task performance making process and outcomes" . Experience at work, designation, and type and size of the organization are among the widely studied organizational variables (Bartlomiejczuk and Jin, 2015) . A study by Adanse et al. (2017) on the hotel industry in Bolgatanga municipality of Ghana revealed that work characteristics have an impact on different dimensions of organizational commitment, which, in turn, affect the job performance of employees.
Experience at work enhances job knowledge, which leads to improved job performance (Borman and Motowidlo, 1993) . Higher the level of experience decreases the adaptability to social and new situations and experienced employees are less flexible toward change (Kahya, 2007) . Ugwu and Ugwu (2017) found that job position and work experience were significant predictors of task-based and contextual performance. Jena (2015) , in an assessment of the factors affecting job performance among shift workers in India, found job tenure and job level to be significant. Ng and Feldman (2009) found evidence of a curvilinear relationship between organizational tenure and job performance. According to them, although the relationship of organizational tenure with job performance is positive in general, the strength of the association decreases as organizational tenure increases. Research remains to be done in this area, but some consequences of longer job tenure may be the loss of desire for career advancement, employees with longer tenure being viewed by recruiters as "less movable," or an actual decrease in job performance.
Job grade was strongly correlated with task and contextual performance (Kahya, 2007) . A study by Rigg et al. (2014) on Jamaican hotels showed that departmental level designation affected level of employee engagement, which was an important predictor of job performance.
Organizational size is another characteristic that can have an impact on employees' job performance and is also a typical control variable in organizational research . Differences in the work environment between large and small organizations exist (Appelbaum et al., 2007) . Large organizations have business advantages and offer higher career prospects than small organizations (Clarke et al., 1996; Vitell and Festervand, 1987) . Interpersonal relations of employees working in service sector and the workload in large hotels played a vital role in influencing job performance of hotel employees (Çivilida g, 2014) .
Research methodology
Sample for the study The sample for this study was obtained from hotels registered with the Department of Tourism in different districts of the state of Himachal Pradesh, India. Out of the 12 districts, 4 major districts, which are widely spread in the state, namely, Kullu, Shimla, Kangra and Chamba having 626, 404, 365 and 142 hotels, respectively, were selected. They house nearly 65 per cent of the 2,377 hotels in the state. In each district, the hotels were arranged in alphabetical order based on their names, and every 10th hotel was selected for the study. The state mostly possesses small-and medium-sized budget hotels. A total of 200 hotels in different districts were contacted to participate in the study, out of which responses were received from 172, but when visited personally, only 151 hotels participated.
A structured questionnaire was used to collect data from hotel employees. The general manager of each hotel was contacted and with his cooperation, one-to-one interactions were conducted with employees who were willing to be part of this research. As the hotels in the state are small and medium-sized, therefore, some hotels did not have a general manager, in those hotels the owner cum manager in charge of hotels interacted. Employees were given the questionnaire, informed about the importance of the study, and the anonymity of their responses was assured. Participants returned their survey in a closed response box, which was collected in person by the researcher from the general manager/manger-in-charge of the respective hotels. In total, 2-3 employees from each hotel responded, and total sample consisting of 350 employees (lower level) from front office, kitchen, housekeeping, cleaning services participated in the research.
Research tools
This study used a structured questionnaire, consisted of two parts (A and B) . Part A comprised of demographic variablesage, gender, education, marital status, income status and annual income of the employee and organizational variablesjob tenure, designation at work and type and size of the organization.
Part B comprised of statements related to job performance and consisted of two constructs measuring contextual and task performance of employees. It was based on research done by Goodman and Svyantek (1999) . The scale had 7 statements for contextual performance, and 9 statements for task performance, comprising a total of 16 statements. The subjects responded to a four-point Likert-type scale for all items in the questionnaire. These measures were anchored at highly valued, fairly high value, fairly low value and very low value that is 4, 3, 2 and 1, respectively.
The questionnaire was subjected to a pilot study with 20 respondents and based on the suggestions and responses, some statements were re-worded for the purpose of improving the reliability and ease of understanding of the questionnaire. Data were analyzed through mean, standard deviation, one-way analysis of variance (ANOVA) and multiple regressions. The significance was tested by comparing the calculated F-value with the table value for the calculated degrees of freedom.
Results and discussion
Out of 400 questionnaires distributed among employees of different private and public hotels, a total of 350 duly filled questionnaires were received. Among these, employees, 78 per cent were men and 46 per cent employees had completed their undergraduate level of education. In total, 89 per cent of the employees were working on a contractual or part-time basis. In total, 68 per cent of the total employees have been working in the hospitality industry only for the past 10 years, reflecting a high turnover rate for the employees of this industry.
The reliability of the scale was measured using Cronbach's a. Each of the multi-scale items was found to be reliable with an a coefficient of 0.830 for employee engagement, 0.759 for organizational culture and 0.852 for job performance, all tested at the 0.95 level of significance.
Role of demographic variables in affecting affect contextual and task performance of hotel employees
The results of variance analysis (ANOVA) of the effects of demographic variables on the contextual and task performance of employees are given in Table I . These results establish the following interrelationship:
Age and job performance: the age of the employees significantly affected contextual performance (F = 9.274, p < 0.05) and task performance (F = 15.078, p < 0.05). Further investigations of mean values indicated that task performance of the employee's increased with an increase in the age group of the respondents, whereas in the case of contextual performance, the level increased with age up to the age group of (40-50 years), but thereafter, remained nearly constant. This as indicated by Kujala et al. (2005) and Tsai et al. (2009) as Contextual and task performance the age of an employee increases, their job performance also increases, and younger people had poorer job performance compared to their older counterparts.
Education level and job performance: different levels of education significantly affected contextual performance (F = 4.712, p < 0.05) and task performance (F = 9.820, p < 0.05). Significantly higher mean values for postgraduate employees compared to others further revealed that postgraduates show a higher level of job performance as compared to other employees.
Marital status and job performance: the marital status of the respondents significantly affected task performance (F = 14.278, p < 0.05) and contextual performance (F = 19.234, p < 0.05). Further, the mean values indicate a higher score for married employees in terms of job performance as compared to their unmarried counterparts. The need for job security to meet family liabilities makes married employees more careful, sincere and responsible, which is reflected in their job performance.
Income status and job performance: income status made a significant difference in both dimensions of job performance, namely, contextual performance (F = 6.518, p < 0.05) and task performance (F = 13.144, p < 0.05). Further, the mean values suggested that salaried employees had a greater score on the different dimensions of job performance as compared to their contractual counterparts, which implies that salaried employees are better performers as compared to contractual employees. The job security, which comes with a permanent salary helps to boost their performance. Level of income and job performance: differences in income levels were found to significantly affect both contextual (F = 72.932, p < 0.05) and task performance (F = 46.300, p < 0.05) of the respondents. An examination of mean values further revealed that as the annual income of the employees increased, both their task and contextual performance increased. The values for both dimensions showed a lower score for annual incomes less than Rs. 50,000, and increased with the pay level. Overall, it can be inferred that the job performance of employees increases with an increase in their annual incomes. The main discouraging factor at work was related to low salaries and contractual employment, whereas stable jobs and higher incomes acted as a major motivating force among employees. This supports the findings of a previous study by Azman et al. (2009) that showed that money is a major driving force for the improvement of work performance. The present study showed that annual income significantly influences the job performance of employees. In other words, it can be concluded that demographic variables of age, education, marital status, income status and annual income significantly affect both the dimensions of job performance, namely, contextual and task performance.
Role of organizational variables in influence the job performance of hotel employees
The results of the variance analysis (ANOVA) of the effects of organizational variables on the contextual and task performance of employees are given in Table II . These results establish the following interrelationship:
Job tenure and job performance: job tenure in the organization significantly affected contextual performance (F = 8.272, p < 0.05) and task performance (F = 12.947, p < 0.05) of the employees. The examination of mean values further revealed that both contextual and task performance increased with an increase in job tenure until 30 years, and then showed a decrease in the performance level. These results can be attributed to low growth opportunities and monotonous nature of jobs in the hospitality industry. This is in Contextual and task performance accordance with earlier studies by Kolz et al. (1998) found that experienced employees have better job performance because of their in-depth knowledge of the tasks required to be done. The longer an employee stays with the organization, the more sense of belongingness he/she develops with the organization, which is reflected in his/her increased job performance.
Designation at work and job performance: designation at work did not play a role in influencing the performance of employees. As the change in designation was not linked with a pay hike, it did not act as a motivation for enhancing job performance.
Type of organization and job performance: type of organization had a significant influence on contextual performance (F = 8.000, p < 0.05) and task performance (F = 16.381, p < 0.05).
The mean values revealed that employees in the public sector had a higher score on job performance dimensions as compared to their private-sector counterparts because of the job security and better pay scale associated with the public sector as compared to the private unorganized sector. Thus, the type of organization influences the job performance of employees.
Size of organization and job performance: the size of the organization (F = 10.563, p < 0.005) had a significant effect on the job performance of employees. The mean values further revealed that with an increase in the size of the organization, contextual and task performance of employees also increased. The larger the organization, the greater was the career growth available for the employee. Thus, in summary, the results for the second objective, namely, to identify the organizational variables that influence the job performance of hotel employees revealed that job tenure, type and sizes of the organization play a major role in the job performance of hotel employees.
Conclusion
To meet the future challenges of the hospitality industry, the job performance of its employees was found to be of vital importance. The in-depth empirical analysis done in the study revealed that demographic and organizational variables, affect the contextual and task performance of hotel employees. As the age of the employees increased, their task performance also increased. However, their contextual performance increased till the agegroup of 40-50 years of age, remaining constant thereafter. Older employees, by virtue of their experience and maturity, showed increased job performance as compared to their younger counterparts. Educated, salaried employees bearing a post-graduate degree were better performers in their jobs because of the exposure offered by their education, and job security. Annual income acted as major factor for enhancing job performance. One of the main discouraging factors at work was found to relate to low salaries and unsecured job conditions. A stable job and income acted as a major motivating force among employees. Therefore, a system of variable and performance-linked pay, along with monetary rewards should be encouraged in organizations.
The effects of organizational variables on job performance revealed that the longer the job tenure, the better the performance of employees. A change of designation alone, without a corresponding increase in pay, did not enhance the performance of the employees. Higher job security in the public sectors was found to motivate employees to perform well. Along with the type of organization, the size of the organization also significantly affected job performance. Working in large organized hotels with more career opportunities enhanced the performance level of employees. Therefore, the state government should encourage the setting up of branded hotel chains in the state.
Implications
The hotel industry is a service-based industry and its existence and growth are largely dependent on the performance of its employees. The present study has contributed to the RAMJ 13,2 existing body of knowledge and research on job performance by studying the impact of demographic and organizational variables on both constructs of job performance i.e. contextual and task performance. There is a dearth of previous studies analyzing the role of both these variables on task performance and contextual performance especially focusing on hospitality industry. Himachal being a tourism industry based state needs to take into consideration all the factors, which can predict and affect the performance of employees in hotel industry. The finding of the study has managerial implications as it can be used to decide and frame organization policies, which can complement and support employees' performance. The study has social implication as well. The outcome of the study can help in improving performance of employees, as well as hotel industry bringing social upliftment of employees and industry as a whole. Upliftment of tourism industry in the state will not only be helpful for employees but also will boost the economy of the state.
Limitations and future research
The current research acknowledges a few limitations in this study. First, the response rate in the current study was relatively moderate. The participants in the study were slightly reluctant to answer questions related to their demographic profile, such as income, age, relationship with their supervisor, among others. Second, the questionnaire used for the survey was an attitude questionnaire, and the questions were based on self-reported ratings; therefore, the problem of self-report biases needs to be considered.
However, despite these limitations, our study does contribute toward identifying the factors that promote contextually and task performance of hotel employees. As the hotel industry is fast spreading in the region, to meet the manpower needs of this industry, to augment their efficacy, to assess their job condition and ensure their welfare, it is essential that this study is undertaken regularly, year by year, with feedback to all the stakeholders of this industry. Further to strengthen this study, future research should also include the parameters of evaluation of demographics and organizational variables, which have an impact on employee engagement and the organizational culture of hotels in this hilly state of India.
